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In an ongoing effort to assess and meet 
the needs of residents and businesses, 
the City of Lake Forest conducts a 
satisfaction survey every two years. The 
2021 survey, published in March 2021, 
categorized the City into four geographic 
areas. Of note, residents in Area 2 
(Southwest Lake Forest) were less likely 
than their counterparts to rank  their 
quality of life as excellent, in addition to 
citing problems related to parking, traffic 
and noise, among other  
concerns.   
 
To analyze and address the root causes 
behind the issues reported by residents 
in Area 2, Lake Forest City staff spearheaded the creation of a Neighborhood 
Improvement Task Force (NITF). The NITF is an interdepartmental partnership 
composed of City representatives from the City 5J«JzX³Ż´ 8ZZ NXŵ $­ªªÄ« ºÉ
Development, Economic Development, Public Works, Police Services and Management 
Services.  
 
As its first project, the NITF selected a subject neighborhood within Area 2 for an in -
depth analysis. The subject area includes the boundaries of Muirlands Boulevard, El Toro 
Road, Cavanaugh Road, and Rockfield Boulevard (see map above for details) and 
encompasses 169 single-family homes, 101 multi -family units and 175 businesses. Given 
its population and mixed uses, the neighborhood faces a unique set of circumstances and 
challenges. To assist the task force with the  analysis of the subject neighborhood, 
Communications LAB was engaged in September 2021 to conduct community 
ascertainments with stakeholders and a focused assessment of the area.  
 

EXECUTIVE SUMMARY
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The Southwest Lake Forest Neighborhood Improvement Needs Assessment presented 
herein captures the results of $­ªªÄ« NJº ­«´ 2 #Ż´ XZZ­³º´Ÿ A|X ´ºÄTÉdocuments 
quality of life issues impacting the subject neighborhood and provides key 
recommendations Z­³ º|X 6.A*Ż´ ³XÆ XÇ J«T JNº ­«Ÿ 
 
 
 
While the findin gs of the assessment are extensive and varied, several themes were 
consistent throughout the review of the subject neighborhood.  
 

 γ General Need for Neighborhood Improvements  
At the conclusion of the community  assessments, Communications LAB 
corroborated the perceptions first highlighted in the 2021 satisfaction survey. 
Residents in the subject neighborhood believe the quality of life in their 
community is lower than other areas of the City and attribute this sentiment to 
the vast array of issues that impact the area. From traffic concerns to property 
maintenance, residents generally believe that more should be done to improve 
their neighborhood. In Section 5: Findings, we explore in-depth the extensive 
everyday issues that contribute to this sentiment and provide specifics on 
problems identified. In Section 6 of our report, each finding is accompanied by 
´ÄM´X²ÄX«º ³XN­ªªX«TJº ­«´ Z­³ º|X 6.A*Ż´ ³XÆ XÇŸ 
 
Some of the issues identified, such as crime and issues related to homelessness, 
are widespread problems that impact communities throughout Orange County 
and the state of California. Addressing these concerns in a manner that is 
satisfactory to residents may prove difficult due to the general nature of t hese 
problems. Nevertheless, awareness of the CityŻ´ XZZ­³º´ º­ JTT³X´´ º|X´X  ´´ÄX´
and acknowledgment of resident concerns may help elevate resident perceptions.  
 

 γ Low Community Engagement 
During our assessment, we provided stakeholders with various opportunities to 
engage with Communications LAB, via online surveys, interviews, and a 
community pop-up. At the conclusion of our assessment, we received a dozen 
stakeholder surveys, with the bulk of our assessment data stemming from 
canvassing efforts in the subject area. While there is a clear perceived need for 
general neighborhood improvements, residents in the subject neighborhood were 
not highly engaged in providing their opinions. However, once engaged, 

NEIGHBORHOOD THEMES 
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stakeholders who participated in this assessment were generally open to 
discussing the issues impacting their community and expressed an interest in the 
J³XJŻ´  ª°³­ÆXªX«ºŸ 5J«É ³X´ TX«º´ JӃ´­ JN¦«­ÇӃXTzXT º|XCityŻ´ XZZ­³º´ º­
conduct this neighborhood improvement needs assessment as a g­­T żZ ³´º ´ºX°Ž
J«T Ӄ­­¦ Z­³ÇJ³T º­ º|X ºJ´¦ Z­³NXŻ´  « º Jº ÆX´Ÿ 

  
 γ Informed and Engaged Staff  

City ´ºJZZ TXª­«´º³JºXT J TXX° Ä«TX³´ºJ«T «z ­Z º|X ´ÄM¤XNº «X z|M­³|­­TŻ´
needs and areas of concern. Most of  the issues identified by City staff as 
problematic in the subject neighborhood were corroborated through our 
community assessments. Having an invested and informed team is essential, 
especially as the NITF develops plans for future action.  
 

 γ Us Vs. Them  
During our assessment, we encountered tension in the community from the 
residents in the single-family homes directed towards the residents in the multi -
family units. This tension, we believe, is related to the ongoing parking problems 
that exist on the streets immediately adjacent to the multi -family units. There 
were also suggestions that the multi-family units are hubs for criminal activity. 
Understanding this perception as the NITF moves forward and crafts a 
neighborhood improvement plan will be important.  

 
 
 
The Neighborhood Improvement Needs Assessment report is structured in six sections 
for ease of understanding:  
 

 

SECTION I: Methodology and Tasks

SECTION II: Communications Audit

SECTION III: Internal Assessments

SECTION IV: Community Assessments

SECTION V: Findings

SECTION VI: Key Recommendations and Look Ahead

REPORT STRUCTURE 
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SECTION I: 
Methodology and Tasks 
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At the start of our study, Communications LAB established an assessment and outreach 
plan to evaluate the subject neighborhood and identify opportunities to enhance 
stakeholder perceptions and quality of life. The evaluation methodology consisted of 
three tasks: communications audit, internal assessments, and external assessments.  
 

 
 
Each assessment task is elaborated upon below. 
 

 
As a firm specializing in community outreach and communications, we believe that to 
understand community perspectives, we must also assess what messages and 
information is shared with residents to ensure no breakdowns or gaps are contributing 
to negative perceptions. With this idea in mind, we reviewed information made available 
by the City of Lake Forest to residents and businesses; this includes information 
published on the City website, social media channels, MyLakeForest app and The Leaflet 
magazine. During our community assessments, we also discussed communications with 
residents and business stakeholders to gauge their perceptions. In reviewing these 
communication tools, we considered the messaging, image and visual consistency, 

METHODOLOGY AND TASKS

Task 1 Communications 
Audit 

Task 2 Internal 
Assessments

Task 3 Community 
Assessments

Task 1: Communications Audit 



 
 

 

 
 

8 

feedback loops and effectiveness. Audit findings were recorded and will be explored in 
Section 2: Communications Audit Findings.  
 

 
Before we delved into the opinions of the subject neighborhood, we wanted first to 
understand how internal stakeholders view the area of interest. Given their experience 
servicing and working in the community , it was important to gauge the feelings and 
opinions of City staff and representatives before we looked outward This internal 
assessment consisted of interviews .  
 
 
 
Working in conjunction with the City staff, we identified key stakeholdersƊincluding 
department directors, department staff, community partners and elected representatives 
who could give meaningful, in-depth feedback on the neighborhood of interest.  
 
From October 15th to November 8 th, our team conducted interviews with eight 
stakeholders which lasted on average 30 minutes, via Zoom and in person. Considering 
the varied experience of this diverse stakeholder pool, internal stakeholders were asked 
questions depending on their perceived experience; the questions are included as 
Appendix A: Internal Interview Questions and are categorized by stakeholder group.  
 

 
The next step in our process was to obtain measurable public inputƊspecifically from 
residents and business stakeholders Ɗwho could provide first -hand accounts of their 
experience in the subject neighborhood.  
 
We conducted a three-pronged approach for these community assessments consisting 
of an outreach letter with a survey , door-to-door canvassing and a community pop -
event . The goal of this approach was to give stakeholders several options to engage with 
Communications LAB.  
 
 

Task 2: Internal Assessments

Task 3: Community Assessments

INTERVIEW PROCESS 

https://www.dropbox.com/s/w4xi4hg3m6wdsrk/Appendix%20A%3A%20Internal%20Interview%20Questions.pdf?dl=0
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To introduce residents and business stakeholders to the Neighborhood Improvement 
Needs Assessment and encourage engagement in our process, Communications LAB 
mailed a letter in English and Spanish to all addresses within the subject neighborhood. 
The letter informed stakeholders ­Z º|X 6.A*Ż´ ª ´´ ­«ŵ Ä«TX³´N­³XT º|X  ª°­³ºJ«NX ­Z
receiving neighborhood feedback and included information on the three ways 
stakeholders could participate (online survey, door-to-door canvassing, or via the 
community pop-event event).    
 
In preparation for distributing the outreach letter, Communications LAB worked with  
City staff to draft two comprehensive community surveys, one focused on residents and 
the other on business experiences.  Both surveys explored an array of topics, from public 
safety to communications. The surveys consisted of 34 questions and were hosted on 
SurveyMonkey , a trusted, user-friendly 
platform that allows for in -depth data 
analysis.  
 
To encourage honest opinions, 
stakeholder names were not collected as 
part of th e surveys; however, 
stakeholders were encouraged to 
provide other identifiable information 
(home or business address) to allow our 
team to provide context to stakeholder  
experiences. The survey window was 
open for 18 days, from November 5 
through November 22, 2021.   
 
At the conclusion of this period, we 
received 12 surveys (eight resident and 
four business surveys). Copies of the 
surveys distributed are available as 
Appendix B: Resident Survey and 
Appendix C: Business Survey. 
 
 

COMMUNITY SURVEYS 

https://www.dropbox.com/s/qvcmbryf7kkpymp/Appendix%20B%3A%20Lake%20Forest%20Resident%20Survey.pdf?dl=0
https://www.dropbox.com/s/y0me86ghzed1cdj/Appendix%20C%3A%20Lake%20Forest%20Business%20Survey.pdf?dl=0
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Following the distribution of the 
outreach letter, a team of bilingual staff 
canvassed the subject neighborhood 
from November 5th  to November 18 th. 
This outreach tactic allowed us to speak 
to stakeholders about our assessment 
on behalf of the NITF and capture 
feedback from stakeholders who may 
want to share their perceptions in 
person. Our engagement with 
stakeholders varied depending on their 
availability and willingness to share 
input. Stakeholders who were not 
present or who did not have time to 
engage with our team during the door -to-door canvassing received a flyer reminding them to 
participate in our assessment at their leisure.   
 

The flyer also informed residents of the 
5É2J¦X*­³X´º J°°Ӄ NJº ­«Ż´ ZXJºÄ³X´ J«T
encouraged them to download the platform  to 
report issues and ask questions.  
 
During this process, Mayor Pro Tem Robert 
Pequeño, who represents District 5, accompanied 
the outreach team on several occasions to hear 
stakeholder feedback first-hand. Residents were 
pleased to see their City representative engaged in 
this process.  
 
In addition to speaking with residents, this 
outreach tactic allowed our team to spend time in 
the community to evaluate and log observations. 
At the conclusion of our door -to-door outreach, 
our team visited all residential and business 
stakeholders within the subject neighborhood. We 
conducted 50 stakeholder interviews (31 resident 

interviews and 19 business interviews), which serve as a basis for this assessment.  

COMMUNITY INTERVIEWS (DOOR-TO-DOOR ENGAGEMENT 
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Before we finalized our community 
assessments, we wanted to provide 
stakeholders with an additional 
opportunity to engage with our team 
and access useful community 
resources. With this goal in mind, 
Communications LAB hosted a 
community pop-up event on Saturday, 
November 13, 2021, from 10 a.m. to 2 
p.m.  in partnership with the City of 
Lake Forest.  

 
The pop-up event was hosted in a central location (parkway between Cavanaugh Road 
and Packer Place) and welcomed representatives from the City of Lake Forest, 
Saddleback Church, the Orange County Fire Authority,  and the Orange County Sheriff's 
Department.  
 
Representatives from partner agencies provided community resources, while the 
Communications LAB team focused on garnering additional community input. The City 
of Lake Forest made gift cards and prizes available for residents who engaged with the 
Communications LAB team to encourage participation.  
 

 

COMMUNITY POP -UP EVENT 


